Utility Consumer Complaints
Report, 3rd Quarter, 2006




3rd Quarter
2006 Complaints
By Utility
Total—249

Other IXCs, 16

Bresnan, 2
Buzz Telecom, 32

Other CLECs, 2
OSPs, 4

Non-Telco, 1
AT&T, 7

Qwest Long
Distance, 2

Other ILECs, 2

Water/Sewer, 4

CenturyTel, 17
NorthWestern, 72

Qwest , 43

Energy West, 2 MDU, 36

OSP—Operator Service Providers



Complaint Percentages By Utility

Weighted Average
(Based on "05 Customer Base)
NorthWestern Energy 28.90% 020%
MDU 14.50% 043%
Energy West .80% L007%
Qwest 17.30% A13% (based on # of
CenturyTel 6.80% access lines)
Other ILECs .80%
Qwest LD .80%
AT&T 2.80%
MCI 2.80%
Buzz Telecom 12.90%
Other IXCs 6.40%
Bresnan .80%
Other CLECs .80%
OSPs 1.60%
Non-Telco 40%
Water/Sewer 1.60%
100.00%
Complaints bv Service Tvpe Percentage of Total
Energy—110 44.18%
Telecommunications—135 54.22%
Water/Sewer—4 1.60%

Total

249

100.00%



Type and Number of Complaints By District

Dist.1 Digt.2 Dist.3 Dist.4 Dist.5 Total

1. Billing/Rates 5 10 7 9 9 40
2. Business Office 12 19 17 7 19 74
3. Cram 22 7 1 3 3 36
4. Payment

Arrangements 8 9 9 6 2 34
5. Access to Business

Office 1 1 1 3 2 8
6. Repair 7 5 3 1 3 19
7. Slam 1 2 1 0 0 4
8. Delay in Connection 0 1 4 0 1 6
9. Termination 1 6 4 1 0 12
10. Meter Questions 3 2 3 0 0 8
11. Pay-Per-Call 0 0 0 0 0 0
12. Deposits 0 2 0 1 0 3
13. Cost of Construction 0 0 2 2 0 4
14. Directory Listings 0 0 0 0 0 0
15. Quality of Service 0 0 0 1 0 1

Total 60 64 52 34 39 249



3rd Quarter 2006 Consumer Complaints By Category

Business office

Billing/rates

Unauthorized charges

Paymentarrangement

Repair/outages

Termination

Meter questions

Access to call center

Delayin connection

Unauthorized switch

Cost of construction

Deposits

Quality of Service
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2005
July 86
Augugt 93
September 90
Total 269

2006
April 103
May %

Number of Complaints

2006

65
a1

93

249

2006

July
&

Auqudt
91

tember

Percent of Change

(24.42%)
(215%)

3.33%

(743%)

(36.89%)

(5219%)

2.20%



2005
July 925
Augugt 606
Sentember 757
Total 248

2006
April 911
May 84T
June 6ol

Number of Calls

2006
714
716

638

2,068

2006

July
T4

August
716

tember
638

Percent of Change

(2281%)
(17.3%)

(15.72%)

(18.84%)

(2162%)

(15.47%)

(25.03%)



Summary of Notable Changes

1. Complaint totals have been dropping over time but comparing quartersin 2006 with
2005 shows some stabilization.

1% Quarter 2004 — 515
1% Quarter 2005 — 359
1% Quarter 2006 — 303

2" Quarter 2004 — 483
2" Quarter 2005 — 347
2" Quarter 2006 — 290

34 Quarter 2004 — 398
34 Quarter 2005 — 269
34 Quarter 2006 — 249

2. Complaint callson our 800 complaint line have been deceasing over time as well.
Thereislessof adrop in complaint calls comparing quartersin 2006 to 2005 than to
previousyear. Asyou can see, staff receives many more calls, than complaint calls, on a
daily basisfor general information, inquiries about utilitiesand the PSC, and rule
application and its effect on the general public.

1% Quarter 2004 — 4,364
1% Quarter 2005 — 3,182
1% Quarter 2006 — 3,020

2" Quarter 2004 — 3,500
2" Quarter 2005 — 2,979
2" Quarter 2006 — 2,609

34 Quarter 2004 — 3,091
34 Quarter 2005 — 2,548
34 Quarter 2006 — 2,068

3. Buzz Telecom, Inc. in thisquarter had 32 of thereported 36 crams. Thisisa
significant increasein thereported crams, as|’ve indicated below. The Commission filed
two complaints against this company and isin the process of negotiations at thistime (Dec.
2006).

1¥ Quarter 2006 — 6
2" Quarter 2006 — 14
39 Quarter 2006 - 36



